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1. Introduction

1.1 Foreword from  
 the Board of Directors

We have established the basic conditions and princip-
les of our Management System on the following pages 
with the aim of ensuring and developing the quality of 
our services and for the protection of our employees 
and the environment.

The scope of our documentation is oriented to the size 
of our company as well as to the complexity and inter-
actions among our various processes and procedures. 
A lean and efficient documentation serves as the core 
of our Management System. Clear, easy-to-understand 
and concise procedures and regulations help to ensure 
optimal provision of services as regards quality, costs 
and time. Making use of the Management Manual and 
following its provisions ensures that the wide range of 
activities that influence the quality of our services are 

 
properly planned, executed, measured and continually 
improved.

The Rudolph Corporate Policy outlined in this Manual is 
binding for all managers and employees of the Rudolph 
Logistics Group.

Our employees and managers do their part to imple-
ment the principles and provisions established here 
and thus to realize our company philosophy, policy and 
goals.

The Board of Directors of the Rudolph Logistics Group 
gives its full support to the Management System and 
highlights with these guidelines the company‘s distinc-
tive quality consciousness as well as the responsibility 
it takes for all interested parties (employees, customers, 
our society and environment).

Peter WeideDr. Torsten Rudolph
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1.2 Scope and applicability of the  
 Management System

For the fulfillment of customer requirements at a high 
level of quality, the implementation of company guide-
lines and the realization of established goals, the Ru-
dolph Logistics Group has developed, documented and 
implemented a process-oriented Management System 
that is designed to meet customer and employee needs 
in a cost-efficient manner. The Management System 
applies to the development and provision of transport 
and logistics services on the basis of the quality, en-
vironmental, energy and occupational safety standards 
DIN EN ISO 9001 in connection with DIN EN ISO 14001, 
50001, OHSAS 18001 and VDA 6.2. A current overview 
of all locations integrated in the Management System 
is available in the organizational chart „Rudolph Logis-
tics Group - IMS Scope“.

The implementation and further development of our 
Management System shall ensure that:

• Customer satisfaction is achieved on a demonstra-
ble basis and with this the success of our company

• Customer requirements and the requirements of 
other interested parties are fulfilled at all times 
through defined and optimized processes

• Customer expectations are exceeded as much as 
possible

• Errors and defects are recognized and corrected as 
quickly as possible 

• The efficacy and efficiency of processes is che-
cked (audited) regularly, measured (in KPIs) and  
improved (CIP)

• The environment and natural resources are  
protected

• The health of our employees is protected

The Board of Directors makes itself and all employees 
responsible for performing their tasks in accordance 
with the provisions stipulated by the Management Sys-
tem.  In this process it is and must remain the most 
important feature of the system that it can react swiftly 
and flexibly to new requirements of our interested par-
ties and that it can consistently develop our competiti-
ve position through innovative solutions.

All employees are called on to participate with active 
engagement in the continual improvement of our pro-
cesses and procedures as well as in focusing on custo-
mer requirements.

Quality is the goal, the certificate  
is only the medal.“

Baunatal, 9th of November 2017

Dr. Torsten Rudolph Peter Weide
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The Rudolph Logistics Group was established as a 
transport company in 1946 under the name J. Rudolph 
& Söhne OHG in the Hessen municipality of Baunatal 
close to Kassel, Germany. In the meantime it has 
grown to become a company with more than 4,500 
employees in 40 locations in Germany, other European 
countries, the USA and on the Arabian Peninsula. 

 
 
2.2.1 Automotive

The Rudolph Logistics Group has more than 40 years of 
experience in the automobile industry sector. Compa-
tibility with the technologies of the customer and an 
understanding for the demands of this special market 
have made Rudolph Automotive Logistics GmbH with 
headquarters in Germany into a highly successful part-
ner of the automobile industry and its suppliers in the 
broad field of automotive logistics.

2.2.2 Transportation

In the Transportation business sector, all of the trans-
port-driven businesses of the Rudolph Logistics Group 
across various industries are brought together. Using a  
modern, scalable fleet management system, we are able 
to provide economical and efficient solutions for the 

product, service or logistics needs of our customers for 
the purposes of procurement and distribution logistics 
throughout Europe.

2.2.3 Trade Logistics

Individual trade logistics solutions are developed on the 
basis of processes that have been tried and tested many 
times. The individual logistical services can be seen as 

The assembly line supply to the production facilities of automobile ma-

nufacturers is one part of the range of services provided by Automotive 

Logistics.

modules that arecombined in new and individualized 
packages to meet the specific needs of each customer. 
With this approach, the company focuses on four ser-
vice areas: individual warehousing solutions, efficient 
order picking, intelligent data management, as well as 
POS-optimized set building. These services are comple-
mented through added services such as special product 
processing or packaging activities. 

Rudolph is active as a regional forwarding company for the automobile 

industry.

Applying deposit seals on products is one of the special product processing 

services we provide.

2.2.4 Industry

The business sector Industry provides logistics solutions 
to the manufacturing industry. As part of the supply 
chain of our customers, we are a reliable partner that 
is capable of implementing the complex requirements 
arising in connection with material availability, goods 

2. Foundations of the   
  Management System
2.1 History of the Rudolph Logistics   
 Group

2.2 Business Sectors
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Automotive Transportation Trade Logistics Industry
Order management via  
portal solutions

x

Procurement x
Cross-Docking x x x x
Distribution x
IIn-house logistics x x x
JIT / JIS x x x
Order picking x x x
Set building x x x
Consolidation x x
Empties management x x x x
Supplier logistics centers x x
Milk run systems x
Production disposal services x x x
Returns management x x x
Interfaces (merchandise management/
shops)

x x x x

Shipment tracking x x
Partial and complete loads x
Telematics x
Value Added Services* x x x x
Packaging engineering x
Shipment management x x x
Warehousing x x x
Shopping cart and set building x x x
* For example, pre-assembly, production tasks, quality controls, repacking and packing tasks

Service Portfolio of the Rudolph Logistics Group

distribution and process stability.
Customers benefit from our cross-industry know-how 
which brings efficient logistic solutions proven in 
practice in real-world applications to all steps in the 
value chain.

 2.3 Philosophy and sustainability

We want to contribute to the business success of our 
customers by developing and realizing customized logi-
stics services that achieve a real optimization in their 
logistics processes. 

In production logistics, great responsibility is placed on the logistics service 

provider in connection with JIT or JIS supply at the point of assembly.
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We contribute to the success of our customers by:

• Expertly implementing high-performance and ef-
ficient solutions that are developed through the in-
terplay of experience, the capability of our emplo-
yees and cooperative exchange with our customers.

• Searching with curiosity and passion for new ap-
proaches and dynamically advancing effective 
innovations. Questioning existing practices and 
consistently developing successful elements further 
– creatively but always with a close eye on the goal 
at hand and a good portion of pragmatism. 

• Seeing every task as an individual challenge that 
we actively seek to meet. In doing so, we combine 
our speed and flexibility in decision making with 
the openness and integrity of an owner-operated 
company. This makes us special. 

As an owner-operated company in the fourth genera-
tion, sustainable and efficient management with a full 
assumption of economic, ecological, social and societal 
responsibility is simply who we are and what we do.

Mankind and the environment are at the center of our 
Sustainability Program. Under the heading „Mankind“ 
we bring together all programs and measures that we 
have established for our employees as well as for our 
engagement for the society both socially and culturally.  
The employees programs include, for example, health 
management which is part of the occupational safety 
and health policy certified in accordance with BS OH-
SAS 18001. In the context of social engagement, our 
special attention is directed to improving the lives of 

children and providing long-term support for a school 
project in Kenya.  

The area „Environment and Energy“ involves the syste-
matic use of resources at our location and all measures 
that fall under the heading of mobility. These include, 
for example, the use of tractor units that conform with 
the EURO 6 Standard, driver training for an energy-sa-
ving driving style, the use of electric vehicles for inner-
city transport as well as pilot projects with battery-
powered forklifts or driverless transport systems.   In 
addition, this include measures for climate protection 
such as investment in a reforestation and forest-pro-
tection project.

2.4 Strategy and long-term goals

In our company guidelines we place the central focus 
on the success of our customers, on our employees and 
in this way on the success of the company.

& UmweltMensch

Expert

Dynamic

Special

Creative

Mankind
Enviroment



9

Our focus is on the business of our customers. To gu-
arantee the continuing success of our company, we 
commit ourselves to being able to fulfill the quality, 
environmental, energy, occupational safety and requi-
sition requests of interested parties at all times through 
a high degree of flexibility and orient our business po-
licies correspondingly. 

Our company culture is shaped by an open exchange 
of information and goal-oriented cooperation. We see 
it simultaneously as a responsibility and a challen-
ge to question existing arrangements and to develop 
forward-looking solutions through a continual impro-
vement approach. The CIP – Continual Improvement 
Process – serves as an instrument for recognizing cus-
tomer wishes and purposefully working on these wishes 
as well as for keeping processes lean so as to always 
maintain our competitiveness in the market.

We see problems and identified errors as an opportunity 
for innovation and ongoing improvement. Being orien-
ted to our employees leads to our employees identifying 
with the company. Motivated employees enable stable 
processes and innovative ideas. These lead to competi-
tive and customer-oriented products and services and 
this in turn results in long-term business success.

Our strategic company goals are:

• Sustainable and long-term business success
• Preserving jobs and company locations
• Demand-oriented and thus flexible fulfillment of 

customer wishes

Enviroment
• Continual qualification of employees to ensure sta-

ble processes
• Sustainable and environmentally friendly manage-

ment of natural resources
• Ongoing improvement of our environmental and 

energy-related performance
• Development of expert knowledge in the four busi-

ness sectors
• Promotion of the health of our employees and the 

prevention of work accidents
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3. Process orientation

To make our company functions effectively, numerous 
activities that are connected and interrelated with one 
another have to be identified, described, directed and 
continually optimized.

The process orientation is the essential success factor 
for optimizing the earnings situation of our company 
on the one hand and for increasing customer satisfac-
tion on the other hand in a business context where the 
requirements are becoming more and more complex.

As a service-oriented company, we establish the fol-
lowing definitions in connection with process manage-
ment for better understanding of the overall connec-
tions:

A process is sequence of steps which produces an out-
put from an input or from a number of inputs, thereby 
creating added value.

The process that precedes the next process is defined 
as that process‘s „supplier“ (supplying the input); the 
process that follows is defined as that process‘s „cus-
tomer“ (receiving the output).

In our company there is a network of processes (inter-
action of processes), which all are measured and conti-
nually improved (KPIs).

Among these processes, there are some that are espe-
cially significant for the success of the company (core 
processes). All employees must know the processes in 
which they are involved.  The same is true for the inter-
faces between the relevant processes. Processes must 
be continually reviewed in respect to risks, opportuni-
ties, strengths and weaknesses to keep them lean and 
operating smoothly (KPIs, internal audits, Turtle dia-
grams, FMEA). 

Defined process owners are responsible for the ongoing 
development and optimization of „their processes“ and 
undertake measures in the event of necessary correc-
tions.

On this basis we establish the process model with spe-
cifications as to the process goals, the sequence and 

interaction of processes with each other, the process 
responsibility, as well as the interfaces and relevant 
(process) KPIs for the company. In doing this, we distin-
guish between the following process types: 

Management processes

The management processes of the Rudolph Logistics 
Group are understood as all those processes that must 
be defined and specified by the company management, 
as well as described and in part implemented and do-
cumented by management. These include the specifi-
cation of goals, the monitoring of the achievement of 
goals, and the ongoing determination of opportunities, 
risks, strengths and weakness for the company. Also 
included are personnel development, the ongoing de-
velopment of our Management System, the Continual 
Improvement Process (CIP) as well as the process of in-
ternal auditing which is closely related to CIP activities.

Core processes

Core processes are defined as those that are directly 
related to the fulfillment of customer requirements (di-
rect customer contact), which are to be seen as „value 
creating“ in the widest sense. The core processes are 
continually measured, optimized and developed by the 
specified process owners. Further details regarding in-
dividual core processes are regulated in the respective 
instructions defining processes, procedures and/or work 
steps as well as in Turtle Diagrams and process FMEAs.

Supporting processes

The supporting processes ensure the smooth execution 
of the core processes as well as the business evaluati-
on of these processes. Based on the specified structu-
ral organization of the Rudolph Company Group, the 
supporting processes of the Rudolph Logistik Gruppe 
GmbH & Co. KG are covered by Central Services (e.g. 
IT services, controlling, accounting, human resources, 
marketing and corporate communications, general ad-
ministration, legal affairs, insurance, data protection, 
structural and organizational development, central pro-
ject management and start-up management, logistics 
planning and tender management, etc.). 



11



12

4. Organization and structure  
 of the Management   
 System 

4.1 Structure of the documentation 

In addition to the present Management Manual, there 
is a whole collection of further specification and recor-
ding documents that together make up the company 
documentation. The structure / hierarchies of this do-
cumentation are illustrated in the „Document Pyramid“. 

Specification documents are all those documents of 
the levels shown above that are relevant to the descrip-
tion and design of the Management System and its pro-
cesses. Example: An empty checklist (form template) is 
a specification document.

Recording documents (records) are all those docu-
ments in which the monitoring and compliance of the 
instructions (specifications) described in the specifica-
tion documents are documented. Example: A filled-out 
checklist is a recording document.

In contrast to specification documents, recording do-
cuments are less static; that means they need to be 
updated more frequently and are in ongoing use

4.2 Management of documented  
 information

Through the systematic management of documents – 
and in this connection especially the process descrip-
tions and work instructions and standard work sheets – 
we ensure that currently valid versions of all documents 
are being used in all areas. All „managed documents“ 
are stored in SharePoint and centrally administered by 
the department Integrated Management Systems (IMS). 
The creation, modification, publishing, distribution and 
storage of documents and records are regulated by the 
relevant process instruction.

The complete company documentation as well as the 
present Management Manual are located in the Share-
Point system and thus are available to all employees 
with an IT access. In addition, there are printouts of 
documents relevant for given departments or processes 
in the form of a so-called „emergency folder“ that is 
available for employees at defined locations in the ope-
rative areas. The updating of the „emergency folder“ is 
done promptly by the designated employees following 
the receipt of information about additions /changes 
through the IMS.

The creation / change of documents is performed by 
competent and trained personnel and generally also 
involves a final review and release by the respective 
responsible person and the IMS department. As a ge-
neral rule, the process managers prepare the materials 
that are relevant for their processes such as process de-
scriptions, process or work instructions as well as the 
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standard work sheets. Otherwise, as required, the local 
management officers will provide support here.

All employees are responsible for the correct storage of 
the records that are produced in their respective areas 
of responsibility.

The retention periods for recording and specification 
documents are specified in the process instruction 
„Management/Archiving of business files and recording 
documents“. The retention period for these documents 
must at least comply with the legal requirements. 

The Management Manual represents an important 
source of information for our employees and our cus-
tomers. Given the fact that all of the important inter-
dependencies in connection with processes, procedures, 
responsibilities and authorizations are presented in this 
manual, all employees are obligated to stay up to date 
with its contents.

System-relevant IT data are protected through estab-
lished authorization rights in connection with creati-
on, changing and deletion of contents. Through regular 
backup of data it is ensured that all important data can 
also be recovered in the event of loss.

Reference is also made in this connection to the „IT 
Guidelines“ of Rudolph IT Services which includes spe-
cial provisions for safe practices in dealing with data 
and files and IT hardware and software.
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5. Context and interested   
 parties of the Rudolph   
 Logistics Group

At regular intervals, the Rudolph Logistics Group re-
views the requirements and expectations of its inter-
nal and external interested parties and its binding and 
voluntary obligations to stakeholders and shareholders. 
To monitor these obligations and to represent the com-
munication channels and intervals, the Board of Direc-

tors of the Rudolph Logistics Group conducts an annual 
Context and Stakeholder Analysis which is also supple-
mented by location-specific topics.

At locations within the scope of the Environmental Ma-
nagement System of the Rudolph Logistics Group, an 
additional annual environmental analysis is conducted. 
This analysis addresses the influence of environmen-
tally relevant factors on the Rudolph Logistics Group 
and the influence of the Rudolph Logistics Group‘s ac-
tivities on the environment and the resulting strengths, 
weaknesses, risks and opportunities. 

Relevant environmental factors

Influence of water Impact on water

Impact on soilInfluence of soil

Influence of air & climate Impact on air & climate

Influence of resource availability Impact on resource 
availability

RLG  
locations

Defined region
Environmental status
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As a service-oriented company, we are especially depen-
dent on our customers and must therefore understand 
the present and future expectations of customers, fulfill 
their requirements, and continually endeavor to exceed 
the expectations that are placed on us.

Through optimal customer satisfaction we boost our 
image, secure our future through strong customer rela-
tions and in this way ensure our success in a demanding 
and highly competitive market.

The central responsibility of our customer contact re-
presentatives is to be aware of customer concerns and 
particularly to effectively receive customers‘ wishes, 
suggestions and/or complaints.

The customer contact representatives report directly to 
the Board of Directors and the process managers re-
garding necessary actions that have been identified for 
improving customer and supplier satisfaction and/or 
process performance and they initiate / coordinate the 
measures that have been previously agreed internally 
with the responsible persons in the operative areas.

6.3 Rudolph Corporate Policy

The central element of our Management System and 
the guideline for our activities is provided by the Cor-
porate Policy of the Rudolph Logistics Group.

• For the Rudolph Logistics Group, quality means at 
a minimum fulfilling the requirements of our cus-
tomers.

• The Rudolph Logistics Group is committed to ful-
filling all relevant legal obligations, regulatory re-
quirements as well as fulfilling all binding and vo-
luntary obligations towards our various interested 
parties.

• We define protecting occupational safety and 
health as well as the environment as goals that 
have the same priority as  delivering quality in our 
services and processes.

• In this connection, the Rudolph Logistics Group 
sees active environmental protection as the conti-
nual improvement of its own environmental perfor-
mance and the ongoing reduction of environmental 
impacts.

6. Leadership

6.1 Leadership and obligation  

The Board of Directors is committed to continually de-
veloping and improving  the effectiveness of the estab-
lished Management System through:

• Specification of the scope of the Management Sys-
tem and of its limits

• Specification and monitoring of the Rudolph Cor-
porate Policy and Goals

• Ensuring the compatibility of the Rudolph Corpo-
rate Policy and Goals with the strategic orientation 
and context of the company

• Promoting risk-based thinking as well as the im-
plementation of a customer-oriented and process-
oriented approach in the company

• Ensuring the integration of the requirements of the 
Management System in the business processes

• Ensuring the use of appropriate KPIs
• Consideration of energy-related performance in the 

long-term planning
• Communication of the significance of an effective 

Management System as well as the fulfillment of 
its requirements

• Determination and evaluation of requirements and 
obligations in connection with customers, legal is-
sues, the authorities and other entities

• Provision of the necessary resources in connection 
with personnel, finances and infrastructure

• Designation of management officers
• Support of all managers in performing their mana-

gerial and executive functions
• Conducting management reviews

Determination and evaluation of legal and regulatory 
requirements is regulated in the process instruction 
„Legal Compliance Environment, Energy, Occupational 
Safety and Anti-Terror Measures“.

6.2 Customer orientation

A consistent customer orientation is the basis of our 
business success and customer satisfaction as well as 
being the central quality standard.
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• The obligation to continually improve energy-re-
lated performance (energy use, consumption and 
efficiency) is one basis for our daily business. For 
this reason we take energy efficiency into account 
during the procurement of new plants and other 
energy relevant purchases.

• In addition, the Rudolph Logistics Group is commit-
ted to the prevention of injuries and illnesses in its 
work force as well as to continually improving its 
performance in occupational safety.

• In order to achieve our operative and strategic ob-
jectives, all necessary resources will be secured as 
will information that is readily accessible and up 
to date.

• Only that which we clearly describe can be mana-
ged purposefully, stabilized on a long-term basis 
and successfully advanced. For that reason, our 
standards lead to appropriate and user-friendly do-
cumentation that is continually developed with the 
participation of involved persons.

• We promote a lean company culture and include all 
employees in this process. We see errors and devia-
tions from targets as a chance for further develop-
ment and improvement.

• We want to motivate our employees through a ma-
nagement style with concrete goals and the sup-
port of team work with responsibility placed in the 
hands of individuals.

• We give great attention to personnel development. 
Our employees create quality and only they can en-
sure and increase the performance of the company.

• In addition, the Rudolph Logistics Group pursues 
socially constructive objectives and makes its con-
tribution to the development of our culture and 
society through planned and purposeful activities.

6.4 Roles, responsibilities and   
 authorizations

The Board of Directors is responsible for monitoring, 
evaluating and maintaining the complete Management 
System. The Board of Directors determines the Rudolph 
Corporate Policy. establishes responsibilities and autho-
rizations and puts the Management Manual into effect.

Company managers will be informed promptly when 
services or processes do not fulfill the specified require-
ments. To ensure that managers quickly become aware 
of recognized deviations, all shifts include personnel 

who are responsible for quality assurance or have this 
as an assignment.

The communication of recognized deviations takes 
place either directly to the responsible manager or in 
the form of prompt internal reporting (shift logs or sta-
tus notifications in the operative areas).

The effective and efficient implementation of processes 
depends on the responsibilities and the specific autho-
rity of all employees being specified and known. 

The competencies and responsibilities of managers can 
be seen in the organizational charts (structure of the 
organization) and the specified hierarchical levels and 
are also described in detail in job descriptions as well as 
additional specifications (e.g. employee proxy matrix). 

In addition, responsibilities, tasks and duties are clearly 
allocated through our Compliance Management Sys-
tem (CMS) in the areas of labor and plant-related law, 
environmental and energy law and through the depu-
tation system that is based on the CMS to the vari-
ous hierarchical levels. In addition, the responsibilities 
in the areas of environmental, occupational safety and 
energy management are communicated via a responsi-
bility matrix.

All employees are responsible for the quality of the re-
sults of their work in connection with the tasks that 
have been assigned to them.

In this respect, the Board of Directors, the company 
managers and the process managers ensure for all qua-
lity-relevant processes that:

• The employees are aware of the significance of 
their work for the quality of our services

• The processes are documented, effectively imple-
mented and efficiently functioning

• All involved employees are kept informed regarding 
the specified goals, the current status as well as 
necessary improvement measures
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6.5 Officer of the upper    
 management

The Director of the Integrated Management Systems 
(m/w) of the Rudolph Logistics Group is an officer of 
the top management (QM/EM/OS/EM officer, further 
management officer functions) in the sense of the 
standards DIN EN ISO 9001, ISO 14001, ISO 50001, 
OHSAS 18001 und VDA 6.2 and in this function reports 
directly to top management. This management officer 
has all the necessary authorizations to fulfill these re-
sponsibilities.

In this function as a management officer, the respon-
sible person defines the requirements of the Manage-
ment System, represents the system internally and ex-
ternally, keeps the Board of Directors and management 
informed regarding quality-relevant topics and deve-
lopments, organizes regular reporting as well as the 
performance of management evaluations and initiates 
measures and decisions for improvement, prevention 
and correction. In addition to the maintenance and mo-
nitoring, the central responsibilities of this position also 
include the ongoing development of the processes of 
the Management System as well as the planning, exe-
cution and analysis of internal audits and the support 
of external audits.

The management officer is also responsible for the 
steering and coordination of QM/EM/OS/EM tasks in 
connection with (start-up) projects as well as the trai-
ning of the employees in quality management, environ-
mental management, energy management and occupa-
tional safety topics and methods.

The management officer advises all departments and 
is the contact person for all questions of quality ma-
nagement, environmental management, energy ma-
nagement and occupational safety.  The management 
officer initiates, coordinates and approves QM/EM/OS/
EM specifications affecting all business sectors.

The management officer is authorized to issue inst-
ructions to all managers and employees on all quality, 
environmental, energy and occupational safety-related 
questions and can request information at any time and 
without limitations regarding all quality, environmen-
tal, energy and occupational safety-related matters of 
the company.

An energy team has been named at company headquar-
ters to support the IMS management officer. In addition 
to a fixed core of members, this team can be expanded 
at any time with additional experts. For the operative 
implementation of the Energy Management System, an 
energy management officer is appointed at every lo-
cation. The responsibilities are specified in additional 
requirement profiles.

Further local management officers are utilized at the 
locations of the Rudolph Logistics Group to support 
the respective location and/or business segment ma-
nagement. They advise and support the management in 
connection with the management standards applicable 
at the location and the maintenance of the Integrated 
Management Systems of the Rudolph Logistics Group 
at the respective location (QM/EM/OS/EM and lean 
management) and are assigned to the Director of the 
Integrated Management System. 
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 7. Planning of the Manage - 
 ment System

7.1 Measures for handling    
 opportunities and risks 

The success of the Rudolph Logistics Group depends 
most of all on the satisfaction of our customers and 
the degree to which their needs and expectations are 
fulfilled  This forms the foundation of planning for our 
Management System.

In a first step, the desired and defined quality, environ-
mental, energy, occupational safety and process requi-
rements of potential and current customers are collec-
ted and structured. Obligations to our interested parties 
and stakeholders are determined in a preliminary step. 
The activities necessary for fulfilling the requirements 
are anticipated and specified in connection with the 
planning. The aim is to detect misconceptions regarding 
the necessary standards as early as possible, to resolve 
them and to avoid them in future.

In an annual status report from the Board of Directors, 
the risks, opportunities, strengths and weaknesses in 
the context of general economic developments, the 
development of the industry, the utilized service provi-
ders, the cooperation with our customers, the compli-
ance with applicable legal requirements in connection 
with environmental protection, the employees of the 
Rudolph Logistics Group and personnel development, 
the management of project startups, IT topics as well as 
damage and inventory topics are outlined and evalua-
ted. Also included in this status report is a report on the 
development of the Integrated Management System.

In addition, concrete guidelines, strategies and goals in 
the area quality, environment, environmental protec-
tion and energy are determined and specified. These are 
defined to the point that employees and managers can 
use them for guidelines for orientation and action for 
the daily provision of services and interactions with our 
customers.

Taking into account the overall interaction of our pro-
cesses, procedures, infrastructure and resources will be 
planned and implemented. With this approach we want 
to ensure the best possible provision of our services and 
an outstanding fulfillment of customer requirements 

PDCA cycle 
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information procurement for the detailed planning and, 
if necessary for a reworking of the project goals.

Because it is generally not possible to calculate with 
current information, the process and resource analysis 
is a crucial factor for the handling the project and also 
a starting point for detailed definition of possible pro-
ject risks.

The phases of the initialization, the planning and or-
ganization, the implementation through until the con-
clusion of a change project are described in the Project 
Management Manual of the central Project and Startup 
Management.

and expectations as regards our company and our pro-
cesses.

The planning of our Management System makes refe-
rence in particular to the following points:

• Calculation, planning and provision of resources
• Training and development of employees and mana-

gers (personnel development)
• Continual process analysis and improvement (CIP)
• Measurement of process performance and monito-

ring of KPIs
• Internal auditing in accordance with the central 

audit program
• Management evaluations (minimum one time per 

year)
• Communication of changes within and outside our 

own organization
• For planning and further development, we always 

make reference to the PDCA cycle (see illustration).

7.2 Goals and planning for their   
 realization 

Within the scope of our environmental, energy, and oc-
cupational safety Management system (see IMS Orga-
nizational Chart current version), a management pro-
gram is prepared annually that is based on the current 
Rudolph Corporate Policy and has been approved by the 
Board of Directors. This contains the important envi-
ronmental, energy, and occupational safety goals of the 
company.  These goals are derived in part from the pre-
viously conducted investigation and evaluation of envi-
ronmental aspects (see Sec. 10.5) as well as the energy 
efficiency evaluation (see Sec. 10.6). For monitoring the 
larger goals and definition of measures for achieving 
goals the Rudolph Logistics Group goal program is used 
at the various locations.

7.3 Planning changes

The trigger for project work in optimization projects is 
the identification of optimization potential in existing 
businesses on the basis of a continual exchange bet-
ween the responsible operative managers of the Ru-
dolph Logistics Group and management of the central 
Project and Startup Management.

When a change project is started, a detailed process 
and resource analysis is conducted in the context of 
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 8. Support

A living management system that is continually deve-
loping needs a broad range of resources. In addition to 
the necessary infrastructure and work environment, 
this also includes making personnel resources and fi-
nancial support available..

8.1 Training / Personnel development /  
 Knowledge of the organization

The Rudolph Logistics Group views the employees that 
are utilized in various assignments as one of the most 
important success factors for the company‘s quality 
capabilities. In addition to achieving the goal of pro-
viding high-quality services as well as high customer 
satisfaction with maximum efficiency through the use 
of continual training and the promotion of qualified 
personnel, the Rudolph Logistics Group is equally com-
mitted to securing the knowledge and experience of its 
employees.

For this reason, measures for training, qualification and 
motivation of employees are to be planned and execu-
ted at all levels of the company. These measures serve 
the goal of ensuring that for every task performed in 
the company the correct personnel qualification is in 
place and is maintained.

In addition to activities such as regularly conducting 
staff appraisals, agreeing on employee goals, conduc-
ting surveys to determine employee satisfaction, etc., 
personnel development also is central importance.

In connection with personnel development, annual per-
formance reviews between the direct superior and the 
subordinate employees are conducted. In these reviews 
the developmental status and level of knowledge of the 
employee should be determined as well as a common 
estimation regarding important factors such as em-
ployee resilience, goal and time management, conflict 
management, motivation, etc. On this basis targeted 
training requirements can be generated.

The training requirements determined at the annual 
performance reviews flow into an annual training plan. 
On this basis, the central HR Management offers in-

ternal training courses such as goal and time manage-
ment, dealing with conflict situations, communication 
and presentation techniques. Identified high-potential 
staff and managers receive additional development op-
portunities via their annual performance reviews rela-
ting to operative management methods, labor law and 
employee management and leadership. These are also 
organized as internal training via the central HR Ma-
nagement.

A needs-based and employee-oriented conception of 
qualification measures is not possible without the sys-
tematic surveying of training needs. The steps necessa-
ry for this are:

• Determining the target state of employee qualifica-
tion based on job descriptions

• Targeted onboarding of new employees on the basis 
of what is in most cases an individual training plan

• Regular evaluation of employee capabilities and 
skills on the basis of a qualification matrix (see cor-
responding process instruction) as well as on the 
basis of performance reviews.

• Identification of training requirements on the basis 
of the qualification matrix

• Estimation of the development of employees (iden-
tification of employees deserving and desiring of 
promotion and development)

• Planning of the training and qualification require-
ments and on this basis the annual training plan 
under the direction of the Human Resources Ma-
nagement (HR) department.

• Education and training of employees for all new or 
changed work contents/processes at the workplace 
as well as at external facilities. This also applies for 
temporarily employed personnel.

• The respective superior of the individual employee 
is responsible for specifying the training needs of 
the employee. In specific cases of need, the superior 
also provides the necessary specialized instruction 
in the field of activity. The superior is thus respon-
sible that the employees of his or her area are awa-
re of the significance and importance of their work 
activities and know how and what they can con-

tribute to the achievement of the company‘s goals.

The legally required instruction in the areas of occup-
ational and fire safety as well as hazardous materials 
handling are planned, coordinated and conducted by 
the responsible persons or assigned persons at the va-
rious locations (plant management, safety specialists, 
hazardous materials officer, fire safety officer, etc.) and 
also are included in the annual training plan. As part 
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of the annually repeated instruction, a general training 
on the subject of environmental and energy manage-
ment also is conducted. Employees whose work has a 
high impact on energy consumption or environmental 
aspects of the Rudolph Logistics Group will also receive 

additional training (see training plan).

„Personnel development is a continual and 
ongoing process.“

The training needs are determined at the end of the 
preceding year and thus become an element in the bud-
get planning.

After a training measure has been conducted, the effec-
tives of the training will be evaluated by the superior in 
dialog with the training participant. All of the materials 
and documentation (registration, certificate, evaluation 
sheets, etc.) generated in the course of a training acti-
vity are to be filed in the personnel file of the employee 
in the personnel department.

The department for Human Resource Management (HR) 
maintains an ongoing overview of planned and imple-
mented training measures at a central location.

In the interplay with the continually renewed orienta-
tion of our company to the changing influences it en-
counters (customers, society, economy, ecology, etc.) 
this process of personnel planning and personnel deve-
lopment gains increasing strategic significance. 

8.2 Motivation / involvement of   
 employees 

A high degree of motivation and employee satisfaction 
has a direct influence on customer satisfaction as well 
on the company‘s long-term competitiveness and suc-
cess.  For us, important indicators for the level of em-
ployee satisfaction with the overall working siltation is 
the level of absence resulting from illnessand accident 
as well as the creation of possibilities for actively in-
fluencing the processes in use and for making impro-
vements. 

On the basis of this perception, the company manage-
ment has taken on the task of improving the effective-
ness and efficiency of our company and its Manage-
ment System through improvements in the motivation, 
involvement and support of employees. To achieve the 

specified goals for improved performance, we have es-
tablished the following measures:

• Specification of responsibilities and authorities
• Specification of goals (clear, measurable, achievab-

le) on the company, team and employee level
• Inclusion of employees in the identification and de-

finition of goals
• Conducting training in the context of targeted per-

sonnel development planning
• Fostering a good working climate
• Open communication of suggestions and opinions, 

e.g. in the context of our Idea Management 
• Motivation, recognition and reward
• Regular investigation/measurement of satisfac-

tion / investigation of employee needs, for example 

through staff appraisals

In the context of the Lean Management System of the 
Rudolph Logistics Group – the Rudolph Logistics System 
(RLS) – an idea management system called the Rudolph 
Logistics Knowledge Treasure Chest (RLKTC) has been 
implemented. With this system employees can submit 
ideas and receive premiums on the basis of an establis-
hed evaluation sheet through a defined valuation area.

„Our company is only as good as its 
employees.“

8.3 Infrastructure and process   
 environment

The operational facilities of our company are suffici-
ently equipped and supplied to ensure that our services 
can always be provided in accordance with the requi-
rements. To ensure proper provision of services also in 
the event of IT or equipment failures or environmental 
events, there are emergency plans or concepts and pro-
visions for on-call duty (e.g. 24-hour IT hotline).

The plant facilities, work and social rooms are kept well-
maintained and clean. Our machines and facilities that 
are used for transport and handling, for storage and 
shipment are subject to regular inspection and undergo 
preventive maintenance. The systematic approach in-
cludes our complete IT facilities and equipment.

Through regular inspections by the operational and lo-
cation managers, the safety specialists as well as the 
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officers for occupational safety and hazardous mate-
rials, we ensure that compliance with various accident 
prevention provisions and codes (e.g. in occupational 
safety rules from German employee insurers, APR) is re-
gularly monitored and enforced.

8.4 Occupational safety and health

In addition to the safety specialists, we have assigned 
and trained safety and fire protection officers as well as 
fire safety and first-aid helpers at every location within 
the scope of the Management System. In addition, trai-
ned specialists ensure safe handling of hazardous ma-
terials and safe disposal of used parts in our operations.

Vehicle routes and parking places are clearly marked on 
hall floors.  For this marking, the following color con-
cept has been established in accordance with the stan-
dard of the Rudolph Logistics System:

• Yellow: Logistics and staging areas, transport and 
walking routes

• Red: Restricted areas, fire protection and hazardous 
materials (e.g. batteries)

• Blue: Operational equipment (e.g. parking place for 
lift trucks)

• Green: Garbage/waste containers, cleaning/main-
tenance utensils (e.g. bins, brooms large/small, 

dustpans, etc.) 

Warnings are given regarding possible dangers on war-
ning signs or company info boards. These also include 
the most important telephone numbers (company doc-
tor, section head, safety officer, first-aid provider, etc.). 

The annual instructions on the topics occupational sa-
fety and fire protection are organized locally and con-
ducted and documented by the safety officers of the 
various locations. Risk evaluations are conducted by the 
specialists for occupational safety and are updated as 
required. Regular plant inspections also take place.

In addition to the topics occupational safety, infrastruc-
ture and the process environment program on preven-
tion, the company health management of the Rudolph 
Logistics Group has additional offerings such as health 
days, cooperation arrangements with local fitness stu-
dios, nutrition counseling, etc.

8.5 Management of third-party   
 companies 

Basically all of the companies working on the plant 
grounds receive instructions regarding the applicable 
location regulations and energy-efficient behavior 
on the basis of a visitor and third-party company 
guideline.

For potentially dangerous work activities such as hot 
work etc., a release (welding permit) must be issued. 

The third-party companies can submit suggestions 
for the improvement of environmental performance, 
energy-related performance or for the avoidance of 
risks with their respective contact persons. These 
suggestions will be forwarded to the respective 
management officers.

In general, the commissioned third-party companies 
will be assigned an internal responsible person.

8.6 Communication

The collection and distribution of information is one 
of the most important tasks in the context of a well-
functioning project and personnel management system.

Internal communication

The internal communication of the Rudolph Logistics 
Group is based primarily on the established IT server 
structure and the installed filing and access rights that 
have been put in place to cover security needs. This 
covers general and special information, meeting minu-
tes, materials for presentations and offers, contracts, 
etc. We also communicate current company develop-
ments and information via the employee magazine 
„Justus“ that appears quarterly. In addition, there are 
regular communication forums at the different hierar-
chical levels and in the various departments such as 
strategy and business meetings, shop floor meetings, 
energy team meetings, occupational safety committee 
and other regular meetings. Documented information 
in the form of process descriptions, work instructions, 
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forms, standard work sheets, process instructions, etc. 
are available to all employees of the Rudolph Logistics 
Group via the SharePoint system.

Communication Top Down (from the high-
est management level to the operative 
basis)

Announcements concerning the Rudolph Corporate Po-
licy or the company goals as well as important infor-
mation on the related topics of quality, environment, 
energy and occupational safety are communicated to 
all employees by the Board of Directors and/or the Di-
rector of the Integrated Management Systems either 
through email messages or directly through notices 
placed on the company „info boards“.

Information from the departments of Corporate Com-
munication (e.g. employee or charity campaigns) and 
HR Management (internal job offers, information on 
new employees) are also communication via email and 
at the same time with notices on the info boards. 

The Board of Directors informs the managers regularly 
(usually monthly) regarding ongoing business develop-
ments (BAB analysis, Management Report and in ma-
nagement meetings).  The department Integrated Ma-
nagement Systems reports monthly via the IMS Report 
to the Board of Directors as well as to the heads of 
business sectors and areas and branches regarding the 
results of internal and external audits, the development 
of ongoing measures with and without missed dead-
lines, number and sums of damages, as well as rates 
of complaints and illnesses as well as the thousand-
employee statistics.

The managers in their turn inform their employees re-
garding the ongoing quality development, customer 
feedback that has been received, ongoing projects and 
improvement activities. Information is also communi-
cated in regularly occurring meetings of the individual 
teams and departments and as needed in the form of 
notices on the info boards provided for this purpose. 
The managers and management officers at the loca-
tions are also informed once per quarter via a legal is-
sues newsletter that is reviewed and evaluated by the 
specialists of the Integrated Management Systems de-
partment regarding developments in the energy field 

and in environmental, labor and plant law. In addition, 
at each location of the Rudolph Logistics Group a legal 
sources registry is maintained.

Communication Bottom Up (from the 
operative basis to the highest management 
levels)

All employees have the right and the duty to inform 
their next highest superior or the assigned personnel 
about detected quality deficiencies in the processes or 
in the working environment. Forwarding of this infor-
mation occurs through the superior after prior evaluati-
on and prioritization to the team and department head 
levels up to the top management level (immediate oral 
or written notification, shift log entries, daily status re-
ports, weekly reports, monthly reports, etc.).

The process-oriented communication (from area to 
area, from employee to employee) is specified in detail 
in the individual process descriptions, process and work 
instructions as well as in standard work sheets.

Shop floor management

The communication within the organization structure 
is clearly regulated and takes places at the operative 
level mainly through the so-called shop floor meetings. 
The aim is to ensure a clear-cut and speedy flow of in-
formation about the „daily business“ for all hierarchical 
levels and in this way in particular to increase emplo-
yee satisfaction. The review of relevant daily topics and 
the intake of improvement potential and improvement 
suggestions into the various catalogs of measures takes 
place on the basis of central and location-based figu-
res. In this way we operate proactively and minimize 
the probability that errors reach as far as affecting the 
customers, continually improving our processes and 
achieving high customer satisfaction.  An open culture 
of discussion is especially important to us at this junc-
ture because only in this way to provide the employees 
the basis for pointing out improvement potential in a 
targeted way
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The number and frequency of shop floor meetings are 
regulated on an individual basis in the various business 
areas to correspond with the specific location require-
ments and to manage the communication as efficiently 
as possible. 

External communication

The Director of the Integrated Management Systems 
responds to inquiries coming from external sources 
regarding the Management System as well as other 
questions regarding quality, environmental, energy and 
occupational safety issues. Inquiries coming from the 
customer side regarding operative quality are answered 
either by the Clearing Team or the respective process 
manager in direct customer contact. The communica-
tion with the stakeholders and interested parties of 
the Rudolph Logistics Group is presented in the annual 
Context and Shareholder Analysis.

Active reporting regarding environmental and energy 
data takes place via the CP Energy database. General 
information regarding the Integrated Management 
System is provided via the company website as well as 
information regarding instruments, measures and ac-
tions in the areas of energy management and occupati-
onal safety and health.

The integrated Corporate Policy of the Rudolph Logis-
tics Group is provided to our internal and external inte-
rested parties in connection with the publishing of this 

Manual. The Rudolph Corporate Policy will be commu-
nicated to third-party companies in the course of the 
third-party company guideline that is to be prepared.  
Environmentally relevant complains are registered by 
the Environmental Management department (environ-
mental management officer(.

The processing of customer inquiries / tenders takes 
place in a structured manner and is outlined in detail in 
the process instruction „Offer Processing“ as well as in 
other specification documents.

Press inquiries are managed centrally through the de-
partment Marketing and Corporate Communication. 
The approval of texts and/or quotations is done by the 
Board of Directors.

Data protection

As a matter of basic principle, information and data – 
and in particular customer and employee data – are to 
be handled confidentially. Data may only be forwarded 
to third parties with explicit approval of the manage-
ment and in compliance with the German Federal Data 
Protection Act. The person responsible as the company 
data protection officer is person holding the position 
„Legal Affairs, Insurance and Data Protection“. 

In addition, the special „IT Guidelines“ of the Rudolph 
IT Services regulates secure handling of data and files.

Communication steps in shop floor management



25

9. Operations

9.1 Operational planning and steering 
and development of services 

The sale of our services and the service agreements 
with customers occurs on the basis of individual cus-
tomer contracts.

The processing of customer inquiries and tenders, the 
preparation and delivery of offers is typically handled 
by the team of the department Logistics Planning and 
Tender Management in consultation with the Board of 
Directors and the operative process managers.

The processing of incoming customer inquiries / ten-
ders through to the contract review and signing takes 
place in a structured manner and is specified in cor-
responding process descriptions and checklists. In kee-
ping with this, prior to and during the offer submission 
quality assurance measures are conducted (feasibility 
and resource review, evaluation of contractual and lia-
bility risks, etc.) to ensure that the order / service does 
not only conform with the respective customer requi-
rements (specification sheet) but also can be imple-
mented in compliance with applicable official safety, 
environmental and energy provisions, standards and 
guideline without problem and that this can be done 
throughout the entire contract period.

The results of the service development are generally 
forwarded to the department Central Project and Star-
tup Management directly after a contract is signed. 
These results are then implemented using the methods 
and approaches described in the Project Management 
Manual by a defined project team. Parallel to the im-
plementation of the service, the location is integrated 
in the Management System making use of the already 
existing documentation as well as the preparation of 
location-specific competence and responsibility speci-
fications, process descriptions, process instructions and 
work instructions. The aim is to achieve a smooth, on-
time, problem-free implementation of the new service 
as well as its ongoing performance (administratively 
and in the operative order processing).

Advertising and market development / Market research

Through close cooperation between the Board of Di-

rectors, Central Marketing as well as the division Lo-
gistic Planning & Tender Management of the Rudolph 
Logistics Group, the aim of successfully marketing the 
wide range of logistics services of the Rudolph Logistics 
Group is pursued through an appropriate set of mea-
sures.

For this purposes, we make use of the following com-
munication instruments:

• Advertising (e.g. advertisement design and place-
ment)

• Online presence
• Purchase of advertising media
• Sponsoring
• Organization and realization of customer and em-

ployee events
• Public relations work (internal / external)

In making use of all of these measures, the findings 
from market analyses and surveys are taken into con-
sideration.

We pay close attention to having a consistent and har-
monized image for the company for internal and ex-
ternal presentations (corporate design) and check in 
advance that the messages delivered in these various 
measures can also in fact be realized.

Benchmarking in the classic sense does not yet exist 
in the market segment of automotive logistics service 
providers. The companies that make up our competition 
are not open and the market as a whole is only partially 
transparent. Therefore, we focus on internal benchmar-
king in comparison with other locations / company seg-
ments within the Rudolph Logistics Group.

Further specifications in this connection are summa-
rized in the process description „Marketing / Market 
Research“ as well as in the Corporate Design Manual.

9.2 Requirements for products and   
 services

The inclusion of preventive quality assurance measu-
res in the operational processes serves the avoidance / 
exclusion of product defects and service errors and the 
accompanying liability risks. 

The aim of the measures is to limit the risk for our com-
pany, our customers and all employees working at the 
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company. The general review of all contracts prior to 
signing also allows for the consideration / avoidance of 
potential contractual risks.

In startup projects, regular documentation and com-
munication regarding project progress is maintained 
under the direction of the department Central Project 
and Startup Management. This facilitates internal con-
sultation and provision of information to the Board of 
Directors as well as communication with and to our 
customers.  The division of the complete project into 
subprojects led by experts from the various central 
functions makes it possible for the Rudolph Logistics 
Group to fulfill all the legally required and official sti-
pulations, including requirements that have not been 
explicitly formulated on the basis of the expert know-
ledge and experience of the individual subdivisions that 
are participating. This is done in addition to fulfilling 
the contractually agreed provisions and requirements 
of our customers.

As an innovative service provider, we react with a high 
degree of flexibility to newly emerging requirements 
of the market and are continually adjusting our ser-
vice portfolio to specific customer requirements. In this 
connection, it is standard practice for us that we de-
velop new logistical concepts, special IT solutions, the 
utilization of new value creating technologies directly 
ourselves or also in dialog with our customers. 

Ongoing changes in the requirements for our services 
are continually collected through specified manage-
ment processes, evaluated, documented and trained.

9.3 Management of externally provided 
processes and services

In the course of providing our services, the Rudolph Lo-
gistics Group also makes use of external companies and 
subcontractors. Processes that are executed by exter-
nal companies commissioned by the Rudolph Logistics 
Group are already integrated in the planning in our pro-
cess model. Our requirements regarding external com-
panies are defined through master contracts and ma-
naged and monitored through documented processes, 
taking into account the expectation and requirements 
of our interested parties. The monitoring of external 
companies and communication with them typically 
takes place directly through the involved locations.

With our procurement process, which is coordinated 
and conducted centrally within the Rudolph company 
group by the Rudolph Logistik Gruppe GmbH & Co. KG, 
we ensure that all procured products fulfill the specified 
quality, environmental, energy and occupational safe-
ty requirements. Furthermore, we ensure that reliable 
external companies are selected and that the products 
or services are provided on schedule and that they also 
fulfill the quality, environmental, energy and occupa-
tional safety requirements following installation / use. 
The scope includes nearly all office materials, software 
and hardware, energy as well as services from exter-
nal companies and subcontractors (e.g. forklift services, 
temporary employment agencies).

We achieve this goal through:

• Clear specification of the materials and services to 
be purchased (procurement specifications)

• Monitoring of incoming goods (verification)

• A supplier and service provider evaluation system

In addition. the individual locations of the company 
group select and make use of external companies and 
subcontractors on the basis of their individual require-
ments and criteria. The management and evaluation of 
these service providers (e.g. cleaning services, pest con-
trol, etc.) takes place locally through so-called supplier 
and service provider evaluations.

Energy and environmentally relevant pro-
curement

Procurement plays a crucial role, because here in ad-
vance it is possible to influence (future) energy con-
sumption as well as environmental effects. Once per 
year, external companies doing business with Rudol-
ph Logistics are informed that awarding of contracts 
is also dependent on the energy-related performance 
(energy efficiency) of the provided goods or services.

To take energy and environmentally relevant aspects 
into account in procurement processes, the process in-
struction “Procurement Guidelines Environment Energy 
and Occupational Safety” is used. Procurement measu-
res having to do with energy efficiency (electricity and 
gas) are exclusively under the direction of the company 
headquarters. The top priority in these considerations is 
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the economic efficiency. Fuel is procured via fuel cards 
and partially through company fueling stations.

Procurement specifications

The following procurement specifications are made 
when possible for specifying the products and/or servi-
ces to be procured:

• The precise designation of the product or service 
with identification data necessary for clear and un-
ambiguous ordering (e.g. drawing number, article 
number, etc.)

• The measurement units regarding the required 
amount, quality and environmental characteristics

• The documentation requirements in connection 
with proof of the quality of the product or service

Verification of procured products / Delivery 
quality

On delivery, the ordered product will be checked in ac-
cordance with the procurement specifications listed 
above on the basis of the delivery slip, invoice or other 
acceptable proof of performance provided by the sup-
plier. With order services, verification occurs directly 
after provision of the service.

Evaluation of suppliers and service provi-
ders

The evaluation of quality (for example, on-time perfor-
mance, condition of utilized equipment, service quality, 
complaint processing, etc.) and reliability of external 
companies and the transport companies procured and 
utilized by us as carriers takes place on an ongoing ba-
sis in accordance with an internally established process. 
This process involves established escalation levels in the 
event of repeated complaints/deviations that culminate 
in the blocking of suppliers/transport companies.

9.4 Provision of services

The provision of services is a core competence. The 
provision of services extends from the order receipt 
through the labeling and traceability of goods, the va-
rious testing criteria and interface checks, dealing with 
defective products/services, handling, warehousing, pa-
cking and finally shipment.

In short: Under provision of services we understand the 
complete representation of all processes that leads to 
the delivery of a service that results in the highest cus-
tomer satisfaction.

If it is to be of high quality, this provision of services 
must proceed on the basis of established processes. 
These processes have been represented in process de-
scriptions, flow diagrams or in written form (work ins-
tructions, manuals, standard work sheets - see Section 
4.1). Together with local management officers, process 
managers prepare specification documents specially 
tailored to their areas which help to ensure standar-
dized and stable process workflows.   Temporary inst-
ructions that can suspend standardized workflows on a 
short-term basis will be personally explained to all em-
ployees and communicated to the involved shop floor 
areas. All relevant specification documents are availa-
ble in the corresponding areas and are kept accessible 
for all persons. The standardized process workflows de-
scribed in the documentation as well as changes in the 
system will be communicated to the affected emplo-
yees through corresponding training and instructions.

Defective products will be sorted out of the standard 
process and blocked until final release. Blocked and re-
view areas are clearly marked so that every employee 
can recognize them.

We contribute to the success of our customers by:

• Expertly implementing high-performance and ef-
ficient solutions that are developed through the in-
terplay of experience, the capability of our emplo-

yees and cooperative exchange with our customers.
• Searching for new approaches and dynamically ad-

vancing innovations, questioning existing practices 
and consistently developing successful elements 

further. 
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• Viewing every task as an individual challenge. To 
complete these tasks we combine our experience, 
speed and flexibility.

We make more possible.

9.5 Property of the customer (ISO 9001:  
 2015 Section 8.5.3)

The Rudolph Logistics Group exercises good care with 
the material and intellectual property of its customers 
when this property is under the control of the orga-
nization or is being processed by it. The Rudolph Lo-
gistics Group safeguards the labeling, verification and 
warehousing of the property that has been entrusted 
to it for consumption or use or processing. Property of 
the customer that has gone missing, been damaged or 
is otherwise found to be unfit for use will be noted on 
the corresponding documents accompanying shipment 
or in the warehouse management system. The customer 
will be informed in all instances regarding the deviation 
and the further course of action or this will be specified 
together with the customer. Corresponding records will 
be maintained.

9.6 Release of services  

The Rudolph Logistics Group has implemented various 
methods to verify that the requirements that our ser-
vices are meant to fulfill have in fact been fulfilled. In 
the context of operative and administrative processing, 
we use system-supported control devices (e.g. plausi-
bility checks with the aid of MDE devices). In addition, 
using documented processes and checklists we ensure 
that the services we perform correspond with the re-
quirements of our customers and interested parties at 
all times. 

9.7 Management of non-compliant   
 events 

Errors / non-compliant events of our customers (da-
mages, excess or short deliveries, incorrect deliveries) 
and their suppliers are documented, separated and pro-
cessed by the Clearing Team.

 

Incorrect shipments are blocked until final release in 
dialog with the customer; they are clearly marked for 
all persons involved in the process and brought to blo-
cked or review areas. Further steps in dealing with non-
compliant events / services as well as the procedure for 
damage processing are regulated in the individual spe-
cification documents.

For the detection of non-compliant events and the pre-
vention of service errors in the process chain, (interface) 
controls are conducted which are described / specified 
in detail in the respective process descriptions. 

If the incorrectly performed services have been caused 
by systematic deviations from the processes specified in 
the documentation, then corrective measures must be 
initiated directly (e.g. renewed training of personnel).

The information regarding errors / damages that have 
occurred flows into damage and complaint statistics 
and also into daily status notifications, shift log ent-
ries, shop floor meetings and customer feedback (email, 
telephone) to the respective Clearing Teams, Service 
Center or process managers. On the basis of these noti-
fications, the necessary corrective measures can be ini-
tiated promptly and documented. For structured analy-
sis of defects and their causes, the

8D or 5W-Method is used when necessary (see process 
instruction for details) or other methods prescribed by 
the customer.

In general we implement corrective measures to elimi-
nate and/or prevent the cause of an internally or ex-
ternally detected defect, deficiency or other undesired 
situation so as to prevent a recurrence of the event. 
These methods also are used in the event of incidents 
having environmental or occupational safety relevance.
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10. Evaluation of performance

10.1 Monitoring, measurement, analysis 
and evaluation 

KPIs are the core elements for process monitoring and 
measurement as well as for continual improvement and 
further development of these processes and our Ma-
nagement System. The KPIs also serve for tracking the 
strategic goals that have been set, for the identification 
of improvement potential as well as the optimization of 
individual process performances in the context of CIP.

The locations of the Rudolph Logistics Group record and 
evaluate the effectiveness of the processes through de-
fined and transparent KPIs, which are communicated 
via a reporting tool from the various locations to the 
management of the business areas and sectors.  This 
puts the Rudolph Logistics Group in the position to be 
able to react quickly and effectively to possible perfor-
mance peaks or bottlenecks. In addition, the monthly 
Integrated Management Systems report to the Board of 
Directors as well as to the heads of business sectors and 
areas and branches regarding the results of internal and 
external audits, the development of ongoing measures 
with and without missed deadlines, number and sums 
of damages, as well as rates of complaints and illnesses 
as well as the thousand-employee statistics is used for 
monitoring the performance of the Rudolph Logistics 
Group.

10.2 Customer satisfaction 

For the measurement of customer satisfaction we 
mainly use results from the data that are recorded and 
analyzed at customer workshops, customer audits, cus-
tomer visits and meetings as well as regular appoint-
ments.   In addition customer inquiries and complaints 
are collected, documented and processed centrally by 
our Clearing Teams. On this basis diverse statistics and 
evaluations can be undertaken and used as starting 
points for improving customer satisfaction and/or ser-
vice quality.

10.3 Internal auditing 

As no organizational measure functions automatically 
after being put into effect, it is necessary to have conti-
nuing monitoring, development and improvement. This 
happens at our company through internally and exter-
nally trained personnel who conduct internal audits on 
a regular and planned basis.

The starting point for central audit planning is the re-
spective objectives of the internal audit, for example:

• Evaluation of the conformity of the Management 
System or parts thereof with the specifications of 
the standards DIN EN ISO 9001 in connection with 
DIN EN ISO 14001, 50001, OHSAS 18001 and VDA 
6.2 (conformity assessment)

• Evaluation of compliance with relevant legal provi-
sions in the areas of environment, energy and occu-
pational safety and anti-terror (legal compliance)

• Evaluation of compliance with specified security 
requirements in particular in the area of air freight 
and customs processing

• Evaluation of effectiveness and efficiency of the 
Management System

• Evaluation to what extent legal requirements and 
other regulatory measures can be complied with 
and / or

• Identification of potential improvements of all sorts 

For this reason, internal audits support the company‘s 
CIP activities in particular. For these purposes, the Di-
rector of the Integrated Management Systems defines 
a cross-business-unit annual Audit Program (auditing 
focal points, special auditing objectives, etc.)  in close 
consultation with the persons responsible for the local 
Management System and for the processes. This pro-
gram of audits is planned and executed together with 
the internal auditors. Further details regarding the spe-
cific responsibilities in connection with the planning, 
execution and follow-up of internal audits are regula-
ted in the process description „Internal Auditing“. 

„Customer satisfaction = Business success“
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Audits in addition to the regularly planned audits can 
be necessary when:

• Significant changes in the organization have been 
implemented

• Sudden deteriorations in quality have occurred
• The Management System is not functioning effec-

tively
• Basic changes in the Rudolph Corporate Policy have 

been made

Documentation of audit reports

Audit reports are important records. Together with the 
goals they constitute one of the important input fac-
tors for management evaluation.  Internal and external 
audit reports are filed centrally by the representatives 
of the Integrated Management Systems department. It 
is possible at all time to have an overview of the audit 
results as well as open points and status of the correc-
tive measures. 

Requirements for trained internal auditors 
(see ISO 19011)

• Knowledge and understanding of the standards and 
norms, expertise in the relevant fields (DIN EN ISO 
9001, 14001, 50001, OHSAS 18001, VDA 6.2) 

• Planning, organizational, communication and ma-
nagement skills

• Good recognition from both management person-
nel and regular employees (empathy)

• Knowledge of the processes and operations that are 
to be audited (process knowledge and understan-
ding)

• Integrity, judgement, analytical capabilities, open-
ness

• Independence from the areas that are to be audited

The qualification status of the management officers 
and internal auditors is on file in a central qualification 
matrix and is monitored by the Integrated Management 
Systems Director.

10.4 Management evaluation

Together with the Director of the Integrated Manage-
ment Systems, the Board of Directors undertakes a cri-
tical evaluation of the Management System in the form 
of a management evaluation at least once per year. 

The aim of this review and evaluation is to determine 
changes and adjustments which may be necessary in 
the system as well as the defined Rudolph Corporate 
Policy and the goals derived from this policy. 

The basis for the evaluation of the Management Sys-
tem include the results and reports of internally and 
externally conducted audits, customer feedback that 
has been received, reports and figures concerning inter-
nal and external losses (e.g. financial expenditures for 
transport and warehousing damages, financial expen-
ditures for extra tours, financial expenditures for inven-
tory discrepancies), figures relevant to environmental, 
energy and occupational safety performance as well as 
monitoring of the compliance with relevant legal provi-
sions. The topics that are identified and possible diver-
gences are brought together in a catalog of measures 
that is handled through clearly defined responsibilities 
and scheduling dates.  

The results of the system evaluation and the determi-
ned measures are documented in the form of a report 
that makes reference to:

• Review of the Rudolph Corporate Policy and goals
• Review of environmental aspects
• Review of energy efficiency aspects
• Improvement of the effectiveness of the Manage-

ment System
• Improvement / adjustment of the logistics services 

in connection with new / changed requirements of 
the customers

• Increasing customer satisfaction
• Optimization of processes as well as environmental, 

energy, and occupational safety performance
• Forecast of future energy-related performance 

(prognosis of energy consumption)
• Improvement of employee satisfaction and motiva-

tion
• Planning / provision of necessary resources
• Financial evaluation of internal / external losses
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All locations and central departments integrated in the 
Management System are also subject to a critical review 
at least once per year in the form of a management eva-
luation. The coordination and execution of the decen-
tralized management review is the responsibility of the 
Director of the Integrated Management Systems.

The corresponding process instruction regulated the 
steps and content of the different aspects of the ma-
nagement evaluation.

10.5 Determination and evaluation of 
direct and indirect environmental aspects

In connection with the certification of an Environmental 
Management System and taking reference to the requi-
rements of DIN EN ISO 14001, the direct and indirect 
environmental aspects within the life cycle of our ser-
vices (direct and indirect influence) will be measured, 
presented in an overview, and checked at least once 
per year to verify that it is up to date. Every location 
of the Rudolph Logistics Group has an influence on the 
environment in its direct vicinity. At the same time, the 
general environmental conditions (= status or feature 
of the local environment) influence our locations. With 
the aim of identifying strengths and weaknesses as well 
opportunities and risks emanating from the environ-
mental conditions at our locations and to take these 
into account in dealing with environmental aspects, we 
conduct an environmental analysis in accordance with 
ISO 14001 at our certified locations. This takes into con-
sideration the types of areas at or in the vicinity of the 
location (industrial, mixed or water protection). In addi-
tion, the neighbors of the location influencing or being 
affected by the operations in connection with environ-
mental aspects should be identified in advance in the 
Context and Stakeholder Analysis.

In the event of changes in machines, equipment, pro-
cesses, materials etc. that are used, the evaluation will 
be updated. The evaluation is conducted by the environ-
ment and energy office of the Rudolph Logistics Group 
in consultation with the respective process owner and 
the local management officers. The exact procedure is 
specified in the process instruction „Determination and 
evaluation of environmental aspects“. The organization 
has decided not to communicate its environmental as-
pects in a direct manner.Evaluation of energy efficiency

The energy efficiency evaluation is the core of the ener-
gy planning process. In the course of the energy effici-
ency evaluation, the relevance and the degree to which 
equipment can be influenced is evaluated.  Following 
that, measures for the continual improvement of the 
energy-related performance – which also is a binding 
element of the Rudolph Corporate Policy – are identi-
fied. The procedure is described in the process instruc-
tion Energy Efficiency Evaluation.

Energy base line

The energy base line for all locations is the year 2015. 
This base line serves as the reference value for analyses 
of energy consumption. If extensive changes should be 
undertaken in the processes the energy management 
officer will adjust the base line in consultation with the 
Board of Directors and the Energy Team (definition of a 
new reference period).

Energy KPI

All energy-related KPIs (strategic and operative) are es-
tablished together by the energy management officer, 
the energy team and the Board of Directors. Their cur-
rent validity is checked annually in the course of the 
Management Review.

Energy monitoring

The consumption data are the basis for the KPIs. The-
se are monitored and analyzed by the General Admi-
nistration through information provided by the fleet 
management (diesel consumption) and energy supply 
companies (electricity and gas consumption). The va-
rious values are entered in the location-based energy 
data tables.

11. Improvements
„Who every stops getting better has also 

stopped being good.“

The idea behind this statement is the simple recogniti-
on that competence and quality are not static variables 
but rather dynamic ones. This (business management) 
philosophy applies for the entire company as well as for 
every individual manager and employee.

Through the pursuit of a strategy of continual improve-
ment and by focusing on the success factors having to 
do with an orientation to customers, employees, pro-
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cesses and results at all operating levels, the following 
targets will be pursued:

• Achieving the optimal balance between the critical 
competitive factors of time (punctuality), quality, 
service and costs and to continually improve this 
balance.

• Increasing the employees‘ sense of responsibility 
and motivation.

• Incorporating the local knowledge of employees in 
problem-solving processes thereby increasing the 
problem-solving competence and capacity.

• Identifying waste and minimizing or eliminating  it.
• Increasing the creation of value from the stand-

point of our customers.
• Ensuring the continual improvement of customer 

satisfaction.

With the company-wide idea management system – 
the „Rudolph Logistics Knowledge Treasure Chest“ – the 
basis of our CIP program has been established. Every 
employee has the possibility to contribute his or her 
suggestions in connection with process optimization or 
for the improvement of environmental protection and 
occupational safety, for better ergonomics or energy-

related performance. The name of our idea manage-
ment system shows the idea behind it. We see the crea-
tivity and know-how of our employees as the biggest 
and most valuable treasure of the company which pro-
vides a substantial and highly valuable contribution to 
ensuring the success of our company.

Continual improvement is an essential element of the 
Rudolph Logistics System and takes place in multiple 
ways.  Simplification of existing procedures, increasing 
of customer and employee satisfaction as well as finan-
cial savings and more efficient work are some of the 
important goals that we pursue with CIP. In keeping 
with this, employees have the possibility to address 
topics directly in the shop floor meetings or they can 
submit targeted improvement suggestions to the Ru-
dolph Logistics Knowledge Treasure Chest. All locations 
work with the improvement suggestions with the help 
of an evaluation group and provide the persons making 
suggestions with regular feedback on the ongoing pro-
cessing of their suggestions. In addition, CIP workshops 
are conducted at the locations as needed .The locations 
can also receive support from the company‘s own CIP 
trainer when required. The selection of topics is made 
by the locations. If there is no pressing topic, the loca-

Continual Improvement Process
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tion can also undergo a process analysis as an alterna-
tive. The organizational framework of CIP workshops 
varies from one-day workshops to one- to three-day 
workshops to long-term projects that are managed by 
a defined project team.

The locations are instructed to regularly report to the 
upper management levels on CIP activities.

Standardized procedures, reporting and need-based 
support at the locations are crucial for effective conti-
nual improvement of processes. 

Preventive and corrective measures

One of the most important tasks of a functioning Ma-
nagement System is not only to determine errors that 
occur promptly and to correct these, but also to ana-
lyze their causes so that a recurrence of the error is 
precluded for the future.

In addition it is necessary – already in the development 
phase of a new service – to evaluate the process in 
regard to possible error causes and their effects and 
to prevent such errors through the specification of ap-
propriate preventive measures so that the most com-
prehensive possible error avoidance is facilitated in the 
provision of the services.

We define and make use of preventive measures to eli-
minate and/or prevent the cause of a possible error, 
deficiency or other undesired situation so as to prevent 
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a recurrence of the event.

With the aim of preventive error avoidance, FMEAs (Fai-
lure Mode Effects Analysis) are conducted during the 
development / implementation phase of new services 
also to meet the requirements of our customers. This 
method is also used in the event of incidents having 
environmental or occupational safety relevance.

In addition, further quality tools such as the Turtle Me-
thod and effective use of the PDCA cycle are employed.
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